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KY NANG DICH VU CHAM SOC KHACH HANG

Muc ti€éu dao tao

- Thau hiéu nhirng nhan thirc
quan trong clia céng tac cham soéc
khach hang trong méi truong kinh
doanh hién nay;

- Biét duoc mot cach ré rang chan
dung ctia mot khach hang trong
thoi dai ngay nay, dau la su ky
vong, la sy mong doi,

- N&m duoc nhitng méu chét quan
trong va bi€t cach cham séc

khach hang mot cach chuyén

nghiép va hiéu qua,

Phuwong phap dao tao

- Chuyén gia str dung cac phwvong
phép dao tao sau day dé chuyén
tai ndi dung khoa hoc:

- Thao luan mé (Open discussion)
- Nghién ctru tinh huéng (Case
study)

- Bai tap ty danh gia (Self-
assessment)

- Thuyét giang ngén deé @i thuc té

(Mini-lecture)

Tai liéu

- Tai liéu leu hanh ndi bo

Gi¢i1 thiéu chuwong trinh

Mot doanh nghiép kinh doanh

SOFT SKILLS FOR
MAMNAGERS & LEADERS

thanh cong (bat ké do6 la doanh
nghiép dich vu, san xuét, hay
thwong mai) thi khéng chi cham
s6c khach hang trong qua trinh

ban hang, ma con ca sau ban

KY NANG
CHAM SOC KHACH HANG

hang; Ludn ludn gitt dwoc mot

"chudn muc", mét "dang cap"

trong viéc cham soc khach hang

ek 2 A

ctia minh nho "s& hiru" mot ddi ngl nhan sy kinh doanh chuyén
nghiép va dugc dao tao bai ban vé ban hang va cham sdc khéch
hang.

V6i nhirtng quan diém nhw vay, chwong trinh dao tao "Cham Sdc
Khach Hang" clia Vién MasterSkills da ra doi nham gép phan gitp
doi ngli ctia cac cong ty chuyén nghiép hon trong cham séc khach

hang va thanh céng hon trong ban hang.
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Poi twong hoc vién

- Céc cap lanh dao doanh nghiép;
- D0i ngli quén ly cép trung (bao
gobm tlr gidm déc chirc nang dén cap
trudng phod cac Phong, Ban, Bd
phén trong doanh nghiép);

- Cac nhan vién trong doanh
nghiép thwc hién cong tac cham séc
khéch hang, dich vu khach hang,
ban hang hodc co tiép xuc vai
khach hang c6 mong muén phat
trién va hoan thién kj nang quan
trong nay;

- Chuong trinh khdng phu hop cho
cac doi tvong la hoc sinh, sinh vién
- nhitng ngu®i chwa ¢ tham nién
lam viéc trong méi truong doanh

nghiép..

Chirng nhan

- Sé do Vién MasterSkills cap, co gia
tri trén toan quéc

NOi dung chuwong trinh
Phan I. Téng quan vé cham soc khach hang

- Nganh kinh doanh & nhirng th&ch thirc trong méi trvdong
kinh doanh hién nay;

- Cong tac cham soéc khach hang trong méi trwong kinh
doanh hién nay:

- Dich vu khach hang/ Cham séc khach hang - Pau l1a sw
khac biét?

- Phéat huy lgi thé canh tranh trong cong tdc cham séc
khach hang.

- Ai la nguoi thwc hién cong tac cham soc khach hang

trong doanh nghiép?

Phan Il. Phwong phap cham soc khach hang hiéu qua

- Hi€u vé khéach hang dé cham séc khach hang hiéu qua

- Khach hang & su lra chon cua khach hang;

- Nhu cau & nhirng mong doi;

- Nhirng cdp dé hai long cua khach hang;

- Chan dung cla khach hang xwa & nay.

- C&c nguyén tic quan trong trong cham séc khach hang;

- Quy trinh va phuong phap cham soc khach hang chuyén
nghiép;

- Nhitng chwong trinh cham sé ¢ khach hang hiéu qua pho
bién;

- Nang lwc quan ly cac chuong trinh cham séc khach hang
- Lap chuong trinh cham séc khach hang;

- Thuec thi va kiém soéat thure thi;

- Banh gia va diéu chinh.

- Nhirng mau chét quan trong va nhitng sai lam can tranh

trong quan ly cac chwong trinh cham soc khach hang.
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Phan lll. M hinh phét trién khach hang “CCP”

- Customer (khach hang): Quy trinh ti€p xdc va dap trng nhu
cau cua khach hang (ban hang);

- Client (ban hang): Cham séc khach hang dé phat trién
"khach hang" thanh "ban hang";

- Partner (doi tac): Cham séc khach hang dé phat trién "ban
hang" thanh "d6i tac" dé di cung nhau;

- C4ch ti€ép can va cham so6c khach hang dac biét.

Phan IV. M6 hinh xay dung "van hdéa ban hang" va "van héa
CSKH"

- Thought: Nhan thirc sdu sac vé ban hang va cham séc
khach hang;

- Behaviors: Hanh vi chuyén nghiép trong ban hang va cham
soc khach hang

Attitude - Thai dd chuyén nghiép;

Skills - K§ nang chuyén nghiép;

Appearance - Ngoai hinh chuyén nghiép.

- Habits: Théi quen chuyén nghiép trong qua trinh ban hang
va cham soc khach hang;

- Character/ Culture: Tinh cach/ Van hoa ban hang va cham
s6c khach hang chuyén nghiép.

Xem thém chi tiét tai Website Masterskills.org:

http://masterskills.org/Customer-service-skills-training.htm
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